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|dentify opportunities for efficiencies and consistency
Reduce staff stress

. Learn the process for Lean methodology
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Event Scope
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Dropping off

Receiving an the application

for scanning

application

This event will address the lump sum payment process
beginning with the initial process step of receiving an
application to the final process step of dropping off the
application for scanning.




Baseline—Where We Are Today
dan O —

Current State Goals for future state
The number of lump sum payment - The number of lump sum payment
applications prepped, pended and applications prepped, pended and
authorized weekly is within 1 1% - authorized weekly is within - 5% of
40% of each refund team member each refund team member
Members who have an email - Members who have an email address
address are kept informed of where are kept informed of where their

their application is T 0% members tIICEUE 5 [ 20020 IEloEle

Reduction in overtime after statements

Reduction in overtime after o e [ o P
statements are released i 450 hrs y °
total FY 17

. . : - Maintain a timeliness benchmark after
Maintain a timeliness benchmark annual statements are released - TBD
after annual statements are released
- TBD




Address how faxed applications are distributed.

Have the member kept informed of where their refund
IS at In the process.

Create a process that redu
deadlines for processing applications.

ldentify and implement efficiencies in the process.

|ldentify the essential steps to complete the process in
order to develop a standard documented operating
procedure.

Develop a process that balances workload among
refund team members.
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- Continuous Improvement
- Arapid approach to improvement
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Kaizen Event Schedule

- Pre-event
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Implementation




Current State

Many delays

No standard way to process
Lots of re-checking

Batching of work

No consistent decision making




Discussion & Consensus

ovements

Value added discusls’lfn

Brainstorming of im
Deselection of ideas




Future State Map
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Key Changes:

A Less batching of work

A Delays will be shorter

A Standardized process

A More secure process

A Removed duplicative reviews

A Payroll approved sooner

A Answers to questions that
delayed processing

A Members notified of application
status




- Removing duplicative reviews and batching created
a better flow, which will allow for processing of
applications in the same day

. Created an efficient paper process, which allow for
smoother transition to an electronic process

. Process Is not dependent upon one person as
everyone will be trained on processing all lump sum
application types

. Member updates will lessen phone calls

- Well defined policies for this team which can provide
clarity for other IPERS processes



Current vs Future State
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CURRENT
STATE

Prep Pend Authorize Verify Payroll Take to
scanning

FUTURE
STATE

*Prep *Verify Payroll
*Pend *Take to
*Authorize scanning




Update on

Needs
. . implementatior
ltem| Who's Task communicated?| Start |Implement 2520 -z s [ZE s & -
= = a
# | Responsib - (What needs done) Date Date aleE s FEERIZEIE Y
1 1) Communicate information on event
on
using Event summary
Action Item to Accomplish Task Communicate? |Start Date | End Date
# Who Task Communicate? | Date Date 30 Day
2 |Renita First person in office processes payroll 10/2/2017| 11/2/2017
Action ltem to Accomplish Task Communicate? |Start Date | End Date
# Who Task Communicate? | Date Date 30 Day
Define necessary criteria for payroll
3 \lon o v pay 30 days
verification
Action Item to Accomplish Task Communicate? |Start Date | End Date
# Who Task Communicate? | Date Date 30 Day
Steve/Renita |Divide work evenly for all types of
4 / o 4 Rl 10/2/2017| 11/2/2017
[Kathy refund applications
Action ltem to Accomplish Task Communicate? |Start Date | End Date




Time Line
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A Payroll processed by first person in office

AEqual distribution of work

AGo live with standardized process

AMember application status notification@

90 Days

E
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Communication Plan
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WHO WHEN

Develop communication  Jon ongoing
plan
Implementation Status Team members from 30 days
Lean Event 60 days
90 days
6 months
1 year




Team Member Experience
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Steve Burk
Kathy Carter
Renita Veverka




